
~ . '.'- .,.
. '.' .. - . ~\ ,', .'." .:.'

.. . BROOKS FIBER COMMUNICATIONS OF MICHIGAN, INC." . ,~~~.>·::.~-;:;}t:·· .,

AMERITECH INCIDENT REPORT

Customer Name:
Telephone #:
Customer Address:

Called Ameritech to find out wh order did not cut on due date.

I Ameritech said oider was canoofled in their s stem b mistake.

_Kim took c~!1celled status off account so this order could be processed.

---:---~-:--._-~~-~~---::--:---~:-----:-:-:---~~---~

..~~~rit~~~ ..2.id n~t.!J0ti!y- Brooks of cancellation w.hich we did not authorize.
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November 6, 1996

Ameritech
Eric Larson
350 North Orleans, Floor 3
Chicago, lL 60654

Dear Eric:

T.'m ~eniiing you this letter to follow up with our phone conversation on October 31, 1996.
lr. ~W" cun....ersau0c, you~ :h.at you will s~"t ~~ prc-ecss l:e:c~<:;"l:Y t·) ;~!~n :J~ f2P~ orM'O¥<If
invoices. This will be very helpful as we grow to process our payments.

We also talked about detailing out the credits due to us for disputed items. Since this information is stored
electronically in your systems, I prefer that your billing department work with this data to calculate the
credits. We can tllen review the calculation. As you know, we do not have access to this infonnation in an
electronic [onnat making it difficult to manipUlate. TIle credits due are 60 cents for each additional path
billed and the $42 charge for Line connection charges on the SPNP bills. There are credits due on the
unbundled loop bills for $42 for each one-time line connection charge. Once these credits are given, you
will see that there isn't a past due balance to Ameritech.

As I mentioned, we need our invoices from Ameritech sent to us in an electronic format. This will enable
us to better process payments. Hence the need for our invoices to be provided in some sort of tape or other
electronic fonnat

.....
I want to resolve these outstanding issues so we can move to other priorities, as I am sure you do. Ifyou
have any questions please don't hesitate to call (314) 519-3134.

Sincerely

John F. Jennings

cc: Marty Clift
Dennis Perkins
Millie Reed
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AMERITECH INCIDENT REPORT ' .'. ,.' .:::: ~ : .)

Customer Name:
Telephone #:
Customer Address:

.'.. ".

'Ihis cut was due esteRia at 8am but because of multi Ie roblems was stiil
not done at 8pm last ni ht. First of all, at least half of the lines were on 'ISLC
_~nd we needed an Ameritech technician to change them before we could cut.
This held u the cut until a roximatel 1 am. Then the customer couldn't

..~.iallong distance because the sales erson had their carrier as LDMI.instead of

_~£'.:....Ihaty.'as a!:!..ea~'y'_fi_lx_.--------------------1

J~h~n some of th~.Ji.nes kept locking up when we dialed out. From Troy in the
NOCC we discovered that the lines were oin into overcurrent rotection. I_. . _._~~----~----:--:---~--:'~-~~-----I

.EOQ!acte.9-~!~.l2.!:J.!l.~.!!!!Rand from my~rience with Ameritech I was able to

.-.getermine, ey having Neal read the Ameritech assi nment to me, that most of

..!!:!.~Iine~!,!atwere J.n trouble were assigned incorrectl on GST cards..1had-

...Neal re-dis~tch the tech to change the cards and to make a long story short ­
he j~st ~~~d the cards out and ut them back in which reset the lines. When
_~e dialed out the~ain went into overcurrent protection. Ameritech did
finally_~atch a tech to change the cards in the C.O. around 10:30pm last night
and we are testin the lines now. .

}0f4it::Uifi;:WI.21J
ftli:·:·:::o.ttIt!$.)6ame.



AMERITECH INCIDENT REPORT

Customer Name:
Telephone #:
Customer Address:

This order was coninned and com leted with Ameritech. Josie with Brooks
~j§patch calle~ and said that Ameritech said that they never received;;..;;;:..th~is__~
order. Jcalled Dal1ene at AMI. She told me that this order was received.
Darlene conferenced Neal with the service center to hel with this roblem.

.Ne~said that this order is correct now and "hopef~y" it should be installed
sometime today.· -:

. ~.~."" "

;~~~~~:;.:~~~.~::~ :'::: I

.... ~ ... ~.. ~

-_.---.- .....-...... -"'-:-'
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..~ BROOKS FIBER COMMUNICATIONS OF MICHIGAN, INC.

Customer Name:
Telephone #:
Customer Address:

......, L.r

1/13/97 Brooks Tech went to site and the cable airs for the TXNU's
a ear to be 0 en and he's unable to et dial tone. Trouble referred to John
at Ameritech/NECC-will call us back with TKT#. Per Tim Ameritech/NECC
cable p'airs have continuO to D-mark so he's closin trouble ticket.

..............................- ··,,;.·.;.·.·.:.;.;,: • ·w..:,·..· __•__
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AMERITECH INCIDENT REPORT .."~;;'<;_."> ;;., .

Customer Name:
Telephone #:
Customer Address: ..

This order was rovisioned wron b Ameritech. It works in LlTESPAN and the
_C.O. Erogrammed it according to their order. NObodYJ!l C.O. to reEorgram the
L1TESPAN back to ut the customer back on their "old stuff' until Ameritech
corrects their order. Customer a reed to wait until thin s are fIXed and cut on .
_Mond~ but no switchman in C.O. to work order back..
_~o, we can't work it back but it's not working.i!9ht the way'" it is! MarklNECC
j~ch~_,?~~ to see if a "rover" could ro ram the L1TESPAN..

.c.~0Yas to occur on 1/9/97 at 5pm-Ameritech notified on 1fll97 via email. Do

..!:'.2! know, at this time, what the status is of the order.

..
i
t



AMERITECH INCIDENT REPORT

Customer Name: ~

Telephone #:
Customer Address:

On this order new 100 s were ordered in advance and not done at the .,... .
~.Qdr~ss. Ameritech technician didn't want to do the loops with no dial tone­
I that shouldn't have been a rcblem because C.O. could've ut tone on new

airs to test at D-mark. Customer was iven a 6 m cut time from Ameritech.

.Because there was only one (1) "rover" working on other orders this didn't get

.started until 8:30pm. Then, the Ameritech tech. had tagged the D-mark with

..!..~_#'§. C2n~ecutively instead of as they came in on the cable Eairs. B"y-_t_h_e i

lime we fi£Lured out what had ha ened we wasted a lot of time!

The cut finished at 10pm.

:'

I .. _".

. ~"f' • •• '.:.. ." .
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AMERITECH INCIDENT REPORT

Customer Name:
Telephone #:

... Customer Address:

Ameritech started to cut this customer at 3:30 m instead of the 5 m scheduled
time. End result - the customer could not make an out oin calls for about .

._an hour until everyone figured out wat was going on. Overall, the cut did 0

.2.~ but the customer is left with. the imQression that we did not have everything

.E22!.dinated .~rop-er!y'.:

..- ....-------------------------------1

-.------------------------------,1

------------'---------------------i

._---_......

; ..... "'
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~ .,:·'AMERJTECH ~CIDENT REPORT'., -..

Customer Name:
Telephone #: .
Customer Address:

This is a centrex order for 26'ines at four Joc:ations. Customer wants aU to be
cutover at the same time.

Ameritech sent FOCs for three locations on 11/1i96 and the other on 11/4196.
Sent porting info to Ameritech on 11/6. On 11n Ameritech called to saywe
didn't address one of the numbers when actual we did.

After a couple of changes in the due dates the cut was scheduled to occur on
11/27/96!l.t9am.:..A.'!Ieritech~s sent notification in ear1y afternoon on 11/19•

._q!'!..!:'l2q..~J..1P-m ~~!ll0ne from Ameritech called to say he'd completed the cut
for one of the locations-THIS WAS NOT SUPPOSED TO OCCUR YET. Pat
~roo~~tiiOtifiedN~~Ameritech) the day before about the change in due date•
.J'he.£ustomer called on 11/21 sa in th were uite u t about the business
they are losing due to no service. Brooks Dis atch notified Ameritech of
situation and Ameritech reve~ed work so customers lines we operational again.

On 11/26 1pm the order was verified with Ameritech as to the next day's
scheduled cut On 11/27 the da of the no dial tone was found at the
O-mark-card checked. Ramone at Ameritech didn't work disconnect at 9am as
scheduled however CO worked their rtion. At 11:40 Ramone was havin

-5!!!ficu1ty completing tra!!!?lations due to traffic on lines. One of the other
locations was cuttin from ISLC and wasn't com te t

On 12/3 aU lines were working except for one in Holland. Brooks corrected the
CFA problem and at 2:15pm lines were tested OK.

.'...... .., ,.
"",\

:.

:~~. :'>'fl~:;1; :~~:.~~.:4.~..~.:j.:.~..!: ~~ ~:.~., ... '~' '.~-"
.-: ;~': -...

. ": ~ ~ . -.:. -- '.- . .' ·~::~:::t::'-ti~~/{::· .r ~ )-: :~:ttm~;~~~1W\~~;~::'<~~~:
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.BR~Oi<SFIBE~·;;oMMUNiCAT10NSOFM1CHI~. INC.

. ' .... . ... ~'AMERITECH INCIDENT REPORT

..

Customer Name:
Telephone #:
Customer Address:

- ---- -----
';- ......___--:- . - ---.-----------4

This customer has 38 lines to cutover to one Centrex rou . It was established
that 100 s would be reused. The due date was on inall scheduled for 11/25/96
so that to even out the cutover schedule. Ameritech sent over FOC's on 11/20.
On 11/20 the customer called and wanted the cut to occur on 11/26 at 10am.
Amentech, on 11/21 confirmed that the new date was OK and an email was
sent to AMI as written confirmation. The vendor was notified of the cutover but
.£~r Jane at Lucent the don't need to be there.

On 11/25/96, Ameritech called to say they were concerned that if this business
had a lot of incoming traffic it could slow up the cut a great deal-the can't cut if

.the lines are busy. Everyone agreed to chan e the cutover time to 7:30am. The
cut started at7:30am but Ameritech had a problem in their switch releasing1he
disconnect orders so that the could start the ortin . As of 10am, 11/26,the

ortina was done exce t for the first 10 lines at the main address. At 12noon
Joe at AMI called to say that porting'-wa_s_co_m-A.p_l_e_t_e. -t

The customer was not a "ha
four 4 hours.

. - ........•.-.--_ .. _- .•... _...."._- -------------
"., ..,-

.•......: ....->'
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.' ...... .. " BRooKSFIBER~U~11ONS ofMocH,G.... INC.

,.

AMERITECH INCIDENT REPORT

Customer Name': ' ~

Telephone #: "
Customer Address:

Ameritech was su osed to install the customer on 12127/96. Constant ro-
crastination on Ameritech'!'p'alJ~.!i1lh~s t~e order for DID circuits stiJI endin
rom letion.

. .'..-..

When Ameritech installs an order for DID circuits we ive them the choice of
using either metallic or eargain to bring the loops into the C.O. Ameritech
_~hose metallic, on~ to discover that they should have used ~ain. They.
..!b~D.!..t?asslgned a due date of 1/8/97. On 117/97 we fo~_nd out that it, once
.2.9ain, wasn't going to be completed. They stated that they had to re-engineer
the order and that there was an ISUC p-roblem.

As of 1/10/97,Jhe ordt?r has still not been com.-elete_d. ~

..

I----------~.I'

------------------------------1

:t(f.t.a..~h)llate.}MJ.Olt.r"':'",':',:;:'.,": "
1:Ii']lilii!sfNilftlil.;

,..------...,,_....~
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" BROOKS FIBER COMMUNICATIONS OF MICHIGAN.I~6.
AME;RITECH INCIDENT REPORT

Customer Name:
Telephone #: .
Customer Address:

There were three new DID circuits to be added.

One of the circuits was on a defective Brooks card and had to be replaced.
.The other two were going into PLO because Arneritech had them workin on
.GST cards in pairgain which is incompatible with out 68 cards-they were
..P!E~isione~ wrong out of their [Ameritech's] ISLe.

.'
--..---------------------------.-i

._--._-------------------------~

~:~¢).taeif:!iQate.~
~:~R~r:~6iifitf.$'f,N -----.••'T.

.. :", .
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.•BROOKS RBER COMMUNICATIONS OF MICHIGAN, INC;"

AMERITECH INCIDENT REPORT

Customer Name:
Telephone #:
Customer Address:

Lines were ported incorrectly as follows:

I-=--~--'-------_._._----------:-:--:--~-~:--""--'---I

Ported # Port To Was Ported To
241 6411 493 2560 493 2530
241 6415 4932561 Not Ported

-----~;...;...;.~----------...:..-------~

241 6412 493 2562 493 2563

._---_._-----------------------1...

. '4"'~,~""""""



• •....,. BROOKS FIBER COMMUNICATIONS OF MICHIGAN, INC•.. -..-

AMERITECH INCIDENT REPORT
-.

Customer Name:
Telephone #:
Customer Address:

_The Ameritech telephone number was not portina at the time of the cut.

---------- -------------------------------~

--.._----------------------, -------------

------------------------.-----------1

---.-..-----------------------------'-l
,.

" ..
_a
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8 ...
.:~ BROOKS FIBER COMMUNICATIONS OF MICHIGAN, INC.

AMERITECH INCIDENT REPORT

Customer Name:
Telephone #:
Customer Address:

"'-
,.",

·i$n~f::p~¢t1······tiQn::Qf:tBrQbtem~]!~~~~rlf~t1~.1f:_Wt.i&~iM;:iififti::ttt:i~:;:ftt:::::#:::iii:::i{::ifI:::ii:;;ii¥It::&tt

On Jan 9, 97 this customer was CNF b Ami to install one new 100 . This was
n2!.!.oaded for an Ami tech, so the work never got done.
On Jan 10, Paul, Brooks Os ,called Ami. He S oke wi Nan t who said she
escalated the order. It was loaded er Nan for Jan 13.
On Jan 13, the work did not et done.
On Jan 1~ our p!.ovisi~nin.g_groupcalled Ami and got confinnation from them the

.Erder will.~e .~~.!!~d 2!!~a~!~...!t was loaded to an Ami tech as his s~cond job.
On Jan 14, at 11am, the work was still not done. Paul called Ami who told him
that the first job for th~Ami tech took too long and that they changed the due
date for the 15th.

..9n Jan 15th,_fin~J.!Y. the.customer is on Brooks service. The new 100 has been
installed, the lines have been ported. But now, lines 1& 2 are hollow sounding.
So Ami has to redispatch ~meone to go out and check the lines. ~..
Jan 16th, hollow soundin9..!till has not been tested b Ami. It was loaded b a
tech, but now is pendi~9J9ad. Tom at Ami was going to escalate to get this
loaded for tomorrow, Jan 17th.
Jan 17th, no comments in order yet that Ami has done anything.
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• BROOKS FIBER COMMUNICATIONS OF MICHIGAN, INC. '

AMERITECH INCIDENT REPORT

Customer Name:
Telephone #:
Customer Address:

; ..~..."".

,

- o' '.- '-I. .....

L

I
!
~
1

,1

On inal due date 1/8/97. Not com lete because Ameritech tech was called off
on trouble er Nan in unbundlin . Ordertumed back a ain on 119/97 because
~port from dispatch to unbundling was 'need access to back yard'. I called
customer contact. Dave Selz~r s~id didn't understand-ba ard is wide 0 en
and aDy-one can walk back'there. Then Ameritech said 'no access'. On 1/10/97 _

_was told o!..der was in 'jeopardi..meaning it was turned back for no access.
Act~Lally.!...9!..~er wC!.sn't released for disp'atch on 1/10 a.m. Then was told wouldn't
_b~.E.9n~_9_l] 1/10 because of work load. Nanqy in unbundling,-o_ffi.;..;.e..;..re;...d~t~o --l

.~.scalate if necessary. I called customer who said Monda would be fine. Nanc
_~~lJollow..!hru~£l this order aski~ tech to call here p~rsonany from site if there
J..~J~robl~m:' i

..-----.-------~----------~~---_:__---_l
_Qn 1/13/97 Nan..£y says for reasons unknown to here and dispatch order was not
done today. -It is expected that the weather and AMI trouble is la in a Iili art

_Ln it. Remarks in order say cross-connection work is complete but due to 'got
late and dark' they would run the drop on the 14th. Was on work schedule for
the 14th. It was not done on 14th - no reason given. I called Nancy again on
J 5th. She says will follow thru on order. It is rescheduled again toda . She will
keep in touch.

Order was completed by Ameritech on 1/15/97.

".:. ".
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• BRooKS FIBER coMMUNlCAllONSof~lCHoGAN,INC.

AMERITECH INCIDENT REPORT

Customer Name:
Telephone #:
Customer Address:

The problem with this order was two (2) missed due dates. The first date we
were given was 10/31 !~§._th_is_~~~ m_i~s_ed_~ue to for£e_a_nPJ_oa_d_.~W._e_w_er_e~_~
then told it would be completed on 11/1/96. This date was missed due to cable
trouble. The order was finally completed on 11/4/96.

-------...,..----- ----------------------
------._-------_.•_---------------------------------
1------------------------------------

.:.

-:',J '-~

- ..
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,.BRooKSFI8ERcoMMUNICA~S ofMocHoGAN, INC.

AMERITECH INCIDENT REPORT '

Customer Name:
Telephone #:
Customer Address:

" ". ,~, ; ~ .

:' \;:1:~~~~.'~.1> .....:~.~>;.~>. ~'~'.- ..".' ~.

I

This is an account that Ameritech missed the due date. The first due date that
we we.re.9.!Y~~s 10/31/96. This date was missed due to hea work load on
that da . The second date we received was 11/4/96, which was also missed due
to hea work load.

The account was finally finished on 11/5/i6_. ~

.'

~.. . ...

:f.Qrae.f.a.tif~l26l- __.mDDnerma.m~

... ; .... .. ': .
J.:~.;



• BROOKS FIBER coMMUNlCAl1ONSof MICHIGAN,INC.

AMERITECH INCIDENT REPORT

Customer Name:
Telephone #:
Customer Address:

'". ..... -

........A~),~~~~."::~;i;.'~;~-?:~ :;:~~~~;..:;~\'. ~:;~~.~:
..: ...

The roblem with this account was a missed due date. Ameritech ave us a due
I date of 1117/96. They missed this date~eca!Jse t~~y sai~L~~t th~.Y. had a work

load that was too hea' for that da '. .. . .

They should be able to plan that better. We ive out customers the due date
and then haveto call them to chang,_e_th_e_d_a__t_e_. --1

---.._----------------~
---------------------,---

1--..----_·,-----------------------

1--------------------------------1

----------------------------------1.'.

-------------------------------~

'~fae.r1Ll.i.tet~llltlS:·
------- .anaaAe~mm:A~i
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AMERITECH INCIDENT REPORT

The customer has an OPX.;;·We wanted Ameritech to miscellaneous bill the
OPX. 'Ameritech refusacf.We put the order on hold to'await a decision.····~ ~

back up the same day but the other numberwas still down three days later.

I-::::~--~--~-------~-----:-----~-~~~-----------_·-The order is still on hold pending a decision on the OPX issue.

..... :..

.. ~.' ..

...'~: -.:,'. ....:.: " .....-. " ...',
' ..



AMERITECH INCIDENT REPORT
., ..., ..

".:".~; .. .:. .•. : .­
': :'.,,' ..-

...:. . .. '

Customer Name:/:{~. ~

Telephone #:""'./·",:\~.t~:
Customer AddreSs:' A:

.... : . '. '

,
't ••.•

l$g~fiQ~if"J,(qo.~§f.::..... ::".:~::.:::::::~f:':,"" :'. ". ',' ·..·.: .. ·,",=::,IJf:t .. _.-
CUSTOMER CALlED AMI TO ADD CALL FORWARDIFIXED TO 11iE LAST~:-,,:,,'"'.~~~ .. ;,: ..~.,~:; ..
LINE OF THEIR HUNT GROUPiWHICH IS CURRENTLY WITH AMI BUT'AN,f,<,,~ ..",:.,/.",)·~i~
ORDER IS PENDING TO SWITCH THESE UNES OVER TO BROOKS.~11iE ..k-:·," ~~i:',::';:;-.~::.:'~(

AMI REPRESENTATIVE TOLD THE CUSTOMER THAT HIS REQUEST WAS
NOT POSSIBLE BECAUSE OF THE TYPE OF SOFlWARE AMI USES. All
THE CUSTOMER WANTED TO DO WAS SIMPLY HAVE THE LAST LINE OF
THEIR HUNT GROUP TO CALL FORWARD TO ONE OF THEIR BROOKS
NUMBERS THATS ALREADY UP & RUNNING ON BROOKS. THIS .
CUSTOMER SHOULD BE ABLE TO ADD CALL FORWARDING TO ANY
NUMBER THEY CHOOSE. WE ADVISED THE CUSTOMER TO CALL AMI ..
BACK AND ADD CALL FORWARDNARIABLE TO THE LAST LINE SO THAT
THEY COULD 00 THE PROGRAMMING THEMSELVES..' . , , :'

. - ." ,?', '.,
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Customer Name:
Telephone #:
Customer Address:

AMERITECH INCIDENT REPORT

;"'.-

~" ::~~:~:J:.,:.:.". :.~.~..~~;:.:~.:.::~\:.
':·.':.::)~'.i~~iL"{;1~~A::,ii:,>f;\:~·, ~;:. :c:;"<~'

.... ~
"

....~ ...•

::;'-~::;.":-"""

~: :'-' c,

---_.__.._-----------------------------------1
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AMERITECH INCIDENT REPORT

.~~.,<~.:'

Customer Name:
Telephone #:.
Customer Address:':"

..~

l{g~~~QI1'll8fl~~~~;&·~'~~:·~~~;"iR~
This order was confl~~df~~: 1';j~;~"'lt':~~';~;;;;g{~:='~:~~~;:~:~ ~~Y~:~~I
assigned for 1/3/97. ftwas missed a ain on 113/97;escalated~'and . reassi ned "~~~i;;~",:A'~fi
for 1/4/97. It was fina" com feted on 1/6/97.·..,:':'···~····.::~;:··~'.:·····:~· ;::i;.::;:·::(:~,:-::;;;~;.L,· .• ~~ .....' .'::~~::¥!

.. : ... ~ ......

._------------_._---------------------~
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----_.,--------------- ----

.-------,---.-------------------------1
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... ~~,: ~. ~:

Customer Name:
Telephone #: .
Customer Address: '

tali~f:)\Q~~qjP~Pij:::pf:ftrQp.IIti.~~~, .,:
AMI says order is confirmed for 1/31/97..The

,
. .~- . "

end of December if not earliet'~The sa th have to do some construction, but "
theyare not suppose to take a month fodo il'":';This is not an acceptable confirm'
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Also, the customer called AMI inquirin about an additional line and were told.:,
no facilities were available. This was not true.
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